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ABSTRAK 
Masalah yang terjadi di RSUD Labuang Baji yaitu rendahnya kepuasan pasien yang akan 
berdampak pada penilaian pasien terhadap rumah sakit. Penelitian ini bertujuan untuk menganalisa 
hubungan kualitas pelayanan yang terdiri dari variabel professionalism, attitudes, reliability, accessibility, 
service recovery dan Citra RSUD Labuang Baji Makassar. Jenis penelitian ini adalah penelitian 
kuantitatif dengan desain cross sectional. Populasi dalam penelitian ini adalah semua pasien rawat inap 
yang berjumlah 2078 orang. Teknik pengambilan sampel dengan stratified random sampling. Jumlah 
sampel dalam penelitian ini adalah 100 responden. Pengumpulan data menggunakan instrumen berupa 
kuesioner. Data dianalisis dengan program komputer dengan uji statistik Chi-Square. Hasil analisis 
menunjukkan bahwa ada hubungan antara kualitas pelayanan yang terdiri dari dimensi kualitas teknis 
(professionalism, p=0.002) dan dimensi kualitas fungsional (attitudes dengan p=0.000, reliability dengan 
p=0.004, accessibility dengan p=0.000, service recovery dengan p=0.010 dan serviscape dengan p=0.000) 
dengan citra di RSUD Labuang Baji. Kesimpulan dari penelitian ini yaitu ada hubungan antara kualitas 
pelayanan yang terdiri dari dimensi professionalism, attitudes, reliability, accessibility, service recovery, 
serviscape dengan Citra RSUD Labuang Baji Makassar. 
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ABSTRACT 
 Problems that occur in the Labuang Baji General Hospital is low patient satisfaction that will 
impact on patient assessment of the hospital.This study aimed to analyze the relationship between the 
quality of service that consisting of by hospitals consisting of professionalism attitudes, accessibility, 
reliability, service recovery and servicecape with the image of RSUD Labuang Baji Makassar. The 
research is quantitative research with cross sectional design. The sample was taken by using stratified 
random sampling. There are 100 respondents. Data were collected by using a questionnaire. Data were 
analyzed using SPSS program with Chi Square test. The result of Chi-Square test showed that there were 
a relationship between the quality of service consisting of technical quality dimension (professionalism, p 
= 0.000) and the functional quality dimension (reliability with p = 0.000, attitudes with p = 0.000, 
accessibility with p = 0.000 service recovery with p = 0.000, and serviscape with p = 0.000) with the 
image of RSUD Labuang Baji. The conclusion from this study is that, there is a relationship between 
service quality dimensions consisting of professionalism, attitudes, reliability, accessibility, service 
recovery, serviscape with image Labuang Baji General Hospital Makassar. 
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